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Pjonustuver 1 einfaldrimynd

Alagsdreifing simtala
ACD hépur

(Automatic Call Distribution)

Framleidsla
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Upplysingakerfi
Verkefni fra ITIL sent i bidréo (

'

Anhrif upplysingakerfa a bidradir og fladi
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Hverer lykillinnado arangri?

e pjonustuver snyst um stjornun, skipulag,
verkferla og aga

o Upplysingakerfiog taekni nytt til ad na
markmioum
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Undirbuningurskiptir ollu!

* Hver er tilgangurinn og markmioio?

Hvada ferlum a ad stjérna?

Stydur innra skipulagio pjonustuver?

* Hvernig er lagmarks flaeditima nao?

* Hvernig eru pjonustugaedl hamorkuo?

* Hvernig er haegt ad stjorna éparfa utpennsiu?

e Hvaoda teekni eda samsetning upplysingakerfa
namarka arangur?
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Lausnirfyrir pjonustuver

. Stjo(r;nun simaumferdar &)
— Genesys ——
— Alcatel GENESYS
— CiSCO IPCC AN ALCATEL COMPANY
« Skiptibord
— Alcatel Cisco SysTEMS
e Ferlastjornun PARTNER (ﬁ]®
— HP Service Desk
» Vidskiptatengsl ﬁ
— Microsoft CRM Micresoft: nven t
« Gada- og upplysingaskjol GOLD CERTIFIED
— Rekstarhandbdk OR Partner E"&ggggfst
— Share Point Portal Solutions
 bekking CRM
— HOonnun ferla ITIL &
— Samtenging upplysingakerfa The I nfastrudhrs Liby PRINGS

— Innleiding lausna



“At this time, we’d like to remind you
to eat and drink at regular intervals.
Thank you for continuing to hold.”

Julius B. Benediktsson
Verkefnisstjori
julius@ok.is
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I agenda
What is IT Infrastructure
Library (ITIL)

The IT Service
Management effect

hp OpenView Service
Desk




I Whatis ITIL

Information Technology Infrastructure Library
(ITIL)

Set of books developed by the United Kingdom's
Office Of Government Commerce (OGC)

The books describe an integrated, process based,
best practice framework for managing IT services

To date, these books are the only comprehensive,
non-proprietary, publicly available guidance for IT
Service Management

Over 50+ books exists today! @
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Advantagesof ITIL Methodology

Most important advantages

I'T Service
Management

v People, processes, and infrastructure
v' A cookbook for IT service provision
v Modular implementation

v “Best practices” approach rather than
“reinventing the wheel”

v “Public’ware
v 1ISO9002 (1ISO20000) certification for IT
v Used by over 10,000 large industry-leading

The IT Infrastructure

companies



I History& Background o

Conceived in 1989 by the UK Government’s
Central Computer and Telecommunications
Agency (CCTA) — now known as the Office of
Government Commerce (OGC) P0G C

Office of Government Commerce

It was Initiated to improve IT Service
Management at the UK central government

Today it is relevant to all organizations; public or private
sector, large or small, centralized or distributed



Whatcan beachieved withIT A
servicemanagement?

The 3 key objectives of Service Management
based on ITIL are:

To align IT services with the current and future needs of the
business and its customers

To improve the quality of the IT services delivered
To reduce the long-term cost of service provision
Initiatives

Source: itSMF
Align Business with IT
Software

$ NEVARIENES

Service Quality
Cost

People & process Software

People & process
Infrastructure
Infrastructure

Time



1Function +10Processes

IT Service Support

(Operational Focus)

Service Desk (function)
Incident Management
Problem Management
Change Management
Release Management
Configuration Management

IT Service Delivery set

(Strategic Focus)

nnnnnn

Capacity Management

IT Service Continuity
Management

IT Services

Availability Management

Service Level Managemen

Financial Management for

%/—/

IT ServiceManagement



ITService Management — O]
Whereto start?

Products, Initiatives, Customers,

Processes . : :
Services Projects Providers

Service
Portfolio, SLAS,
Sourcing

Resources, Projects, Calls, Incidents,
Configuration Changes Problems

IT service infrastructure




HP OpenView: [
ERP+CRM for IT Service Management

m

Products, Initiatives, Customers,
Processes

SerV|ces PrOJect Prowders

Service
Portfolio, SLAS,

Resources, Projects, Calls, Incidents,
Configuration Changes Problems

IT service infrastructure




HP OpenView: )
ERP+CRM for IT Service Management

m

Products, Initiatives, Customers.
Services Project Providers

>

Resources, Projects, Calls, Incidents,
Configuration Changes Problems

Proccesses

>

Service
Portfolio, SLAS,

HP OpenView Service DeskK

Storage



Achievemore ... (efficiency) [

IT staff time savings (hours per month) from IDC ROI Study 2004 (OpenView)

Revenue

Products, Initiatives, Custome@
Processes

Serwces PrOJect Prowders

18%
Service ‘

Resources, Projects, Calls, Incidents,
Configuration Changes Problems
9 :

Portfolio, SLAS,

IT service infrastructure
18%
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Automated ITIL based IT service management
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Service Metrics
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« A CMDB is a core enabler

e Vital information

o IT infrastructure components
» Organizational information

e SLAs & services

o IT activities




hpOpenView ServiceDesk

Consolidated IT Service Desk solution :
Helpdesk Manager, Change Manager,
Service Level Manager based on a Common
Management Environment architecture

The federated CMDB (configuration
management data base) allows a unified
workflow that integrates all IT processes

Pre-defined settings based on ITIL (IT
Infrastructure Library) and ITSM best
practices reduce implementation effort

High flexibility without the need for
programming reduces administration effort

Tight integration into operational
management allows for proactive real time
service level management

HelpDesk
Manager

Call/request
management

Incident
management

problem
management

5.0

Change Manager

Service Management

change
management

project
management

invent

Service Level
Manager

SLA management

service planning
& Design

SLA compliance
monitoring &
reporting




ITILITSM

IT Service Support

(Operational Focus)

IT Service Delivery set

(Strategic Focus)
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ITILITSM andhp OVService Desk

IT Service Support IT Service Delivery set

(Operational Focus) (Strategic Focus)

<J—n Service Desk (function)
a [ncident Management
s Problem Management o

FHT

m Service Level Management

Change Management -
.

- s Configuration Management [ a
" .
" .
. |
|
: v |
- Supports remainder
!IIIIIIIIIIIIIIIIIIIIII* """" Processes

Service Desk 5.0
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ITILIn hpOV ServiceDesk

Service Desk
contact to customer l

: _ COrys.

Incidents, Service Calls //)o
= > 4 %
N (p)
I Problem =
-l
7 $ S

Change 3

Incident, Service Call = events, fire fighting
Problem = root cause— Why does this incident occur each friday?
Change = changes in the IT: plan, execute, document



HPOpenView ITSMSolution 3
Aligned to support ITIL™ best practices

ITIL™ Service Management
Service Support  Service Delivery

Service Desk

Incident Mgmt Service Level Mgmt

Consolidated
Service Desk
Configuration Asset

Management Management . .
Problem Mgmt Financial Mgmt

End To End
Application
Management

Configuration Mgmt Capacity Mgmt

Consolidated
Event & Performance . L
Management Change Mgmt IT Service Continuity

:
:

Release Mgmt Availability Mgmt
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Upplysingataekni

Kristens Guofinnsson
Deildarstjori pjonustubords taeknipjonustu




Verkbeidnakerfi — bparfir Glitnis banka

« bOrf a skipulagi og utanumhaldi
— A verkbeionum
e Ekkert rassvasabodkhald

e Engar munnlegar beidnir a géngum
og i matsal

e Tryggja ad beidnir tynist ekki eda
gleymist
e Engar “post-it” beionir
— A taekjaeign
e Hvada bunadur er hvar
e Hver er bilanatidoni bunadar




Verkbeidonakerfi

. Akvedid ad horfa & “ITIL best
practices”

— HP Service desk
e Fylgir ITIL stadlinum

— Change management
— Problem management
— Incident management
— O.s.frv

e Haegt ad forgangsrada eftir hopum
— T.d fyrir framlinufolk
— Mikilveegt ad geta forgangsradad




Verkbeidnakerfi — bparfir Glitnis banka

o Eitt verkbeidnakerfi fyrir allan bankann -
Beidnir stofnadar med télvupodsti
1. Upplysingataekni
e Haldid utanum pjonustubeidnir vidskiptavina
e Haldid utanum innan deildar verkbeidnir
(breytingar/tilkynningar)
e Haldid utanum bilanir i kerfum
2. Rekstrardeild
e Pantanir a veitingum
e Husnadisbreytingar
3. Vidskiptaver

e Panta afrit af gdggnum geymdum i
bokhaldsdeild

e Beidni um greidslumat




Verkbeionakerfio valid

e HP Service desk

e Heldur utan um oll taeki
— Stadsetningar
— Serial niumer
— Tegund
— O.s.frv.
e Biour uppa ymsar skyrslur
— Fjo6ldi verkbeidna a akvednu timabili

— Fjoldi verkbeiona eftir deildum
— Fjoldi beidna lokid innan timamarka




Verkbeidonakerfi

e HP Service desk

— Engin tofralausn
e LONng innleiding hja okkur
e Verkferlar i stodugri endurskodun
e Er mjog krefjandi verkefni
e Passa ad missa sig ekki i flaekjustigi!
e Stendur og fellur med starfsfolkinu!




HP Service desk

« Adeins um kosti og galla

+

Heldur utanum allar beidnir og telur fjolda
pbeirra

Getur verio erfitt ad rekja beidnir sem fara
a milli nokkra hopa

Skyrslur gefa akvednar visbendingar um
alag

Timaskraning i SD nytist okkur ekki

e Samvinna Glitnis og OK ad lausn

Haegt ad forgangsrada eftir mikilvaegi
Vefvidmotid stenst ekki krofur Glitnis banka
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D. UPPL - Fjoldi 5C stofnadar 4 manudi, flokkad eftir stodu: Count by Year month [Created], Status [Chart]
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Fjoldi beidna arsfjorédungslega
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[ UPPL - “Fjaldi SC stofnadar & Arsfidrdung: Count by Year quarter [Created) (Chart]
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Fjoldi beidna eftir utibuum

[ UPPL - Fjoldi SC & kostnadarstad verkbeidanda: Count by Caller Organization Cast Center Top [Chart)

23000 ||
2z000| )
21000 ||
20000
19000 ||
18000 |
17000
15000|
15000 |
14000 )
13000 ||
12000 |
11000}
10000|
3000 ||
8000 | )
7000 [
5000 | |
5000 ||
4000 |
3000
2000
1000

O - 00 — [~ 00 Cd W o 01 4 o
[ e I Y B B o B s B - S e Ty T
[ o B S o T ' O ' T Vo O ' R Vi R Vi B T B T

o]

500
501
502
503
504
505
506
507
508
509
510
511
512
513
515
517
525
558
560
563
565
567
5EE
569
580
582
583
586
533
534
53E
539

“erktakar

Caller Organization Cast Center Top




Verkalag innan taeknipjonustu

C. TOM - 5C verkalag & verkhdp: Count by Tao workgroup Search code, Status [Chart)

HLP-TON TON
DBA-TOM SY5-TON YERKSYS-TON

To workagroup Search code

W Feply from caller

[ waiting

[ Sent to zpecialist

M In Progress

[ Registered
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Takk fyrir mig

Kristens Guofinnsson
Deildarstjori pjonustubords taeknipjonustu




